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Do you 
□ Stay alert and tuned in to your surroundings? 
□ Communicate the message that you're calm, confident, and know where 
you're going? 
□ Stick to well-lighted, busy streets? 
□ Walk with a companion, whenever possible? 
□ Keep your car locked and check the back seat and floor before getting in? 
□ Avoid flashing large amounts of cash or valuables? 
□ Have your car or house key in hand as you approach your vehicle or home? 
If you see any suspicious activity or a crime being committed, report it to the 
police. 
A message from 
the National Crime Prevention Council 
in partnership with ADT. 
Provided by: 
Blue Cross and Blue Shield 
of Florida's Safety and 
Security Department 
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continued from page 3 
specific questions employees may 
have about the survey. 
Once the surveys have been 
completed, they will be sent to an 
outside firm to ensure that the results 
can be compiled in absolute confi, 
dentiality. 
We'll also be able to see how 
BCBSF results compare to other 
similar industries. 
We expect the company,wide, 
top, line results will be available 
within about eight weeks after all the 
surveys have been completed, and 
that more specific information about 
individual work units will be 
available a little later. 
Our goal is to share the survey 
results with employees as quickly as 
possible. How will the results be distrib­uted? 
To maintain confidentiality, every 
work unit with ten or more employ, 
ees will receive a copy of the results 
for their own unit. 
Managers will meet with employ, 
ees to discuss the results, understand 
the strengths, and begin working on 
solutions to any problems that are 
identified. 
Representatives from the Human 
Resources or the area's management 
team also will be available to meet 
with work units if necessary. 
Is there anything else employees 
should know about the survey? 
Just that their participation is vital. 
We are looking forward to the survey 
because we recognize that there have 
been many changes in our business 
and in our employee population in 
recent years. We expect that 
employees have tremendous insights 
to share with the company, and we're 
anxious to find out - through a 
formal process - what their opinions 
and suggestions are. ■ 
a...__ ________________________________ _, 
Organization survey work group members are: standing L,R: Smith Coffey, Regions; Dennis 
Smith, Finance; Jack Conway, Program Management, Medical Affairs and FCL; Terry 
Waters, organization survey team leader. Seated L-R: Andy DePirro, organization survey 
project leader; Laura Osburnsen, PBO; Harold Barnett, Public Relations. Not available for 
the photo were organization survey team members Priscilla Davis, Government Programs 
Operations, and Juanita Simmons, Human Resources. 
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CHRISTMA� DREAMS COME TRUI 
December 13, 
7:30 p.m. 
December 14, 
2 p.m. & 7 :30 p.m 
Civic Auditorium 
Little Theatre 
Price of admissior 
is one toy per ticke 
Help make a child' 
Christmas dream� 
come true! 
' fl 
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TOYS FOR TOTS 
VARIETY SHOW 
New 
Employees 
We welcome the following 
new employees - hired 
through October 15 and noted 
by their job title and location 
- to Blue Cross and Blue 
Shield of Florida: 
Laponda M. Addison, Claims Data Entry Clerk, FC2 ... losephine A. Ambrose, Image Entry Operator, HOC ... Richard D. Benfield, Shipping Clerk A, HOC ... Barbara A. Bouranis, Customer Service Rep B, FC2 ... Kasandra L. Boxwell, Secretary A, FC2 ... Charlene W. Boyer, [mage Entry Operator, HOC. .. Diane M. Brown, Human Resource Development Specialist, FC2 ... Kevin Brown, :laims Data Entry Clerk, �C2 ... Mark E. Collins, Market­. ng Director I, FfL ... Lucy C. :oyle, Executive Secretary A, �OC ... Paull. Dimauro, ,upervisor Special Claims ?recessing, FC2 ... Robin R. �ddy, Word Processing Opera­:or Medicare B, HOC ... Denise J. Ellis, Clerk Typist B, ORL ... j)ri K. Ernst, Control Clerk A, -J:OC. .. Sharon L. Flowers, ,ecretary A, JXM .. Deidra M. ]ibson, Safety & Security frainee, HOC. .. Latoya S. ]lover, Claims Data Entry :::Ierk, FC2 ... Dustin] ]ol.dbronn, Clerk A, FC2 ... viary A. Gregory, Claims Data �ntry Clerk, FC2 ... Byron D. ]rover, Control Clerk A, -IOC. .. Lawrence S. Hall, ,ystems Analsyst I, HTF ... anice B. Hazard HOC ... .atonya Y. Hillman, Image 
Entry Operator, HOC ... Amy S. Hubbard, Claims Service Representative Trainee, FC2 ... Dorothy G. Jackson, Secretary A, HOC. .. Cedric D. Johnson, Customer Service Representa­tive B, FC2 ... Yashica D. Lampkins, Claims Data Entry Clerk, FC2 ... Gregory Landa ... John C. Lansbury, Systems Analyst II, JMA ... Shalindell M. Lawrence, Claims Data Entry Clerk, FC2 ... Linda C. Mathis, Secretary B, FC2 ... Juan A. Matos, Auditor II, JPO ... Kevin McCafferty, FCl... James P. McEnemey, Senior Corporate Recruiter, HOC ... Marinela R. Moss, Secretary A, HOC. .. Demetria E. Newsome, Claims Data Entry Clerk, FC2 ... Wanda 
J. Norman, Clerk C, HOC ... Barbara F. Ojeda Morgan, Small Group Specialist, GIL... Pauline M. Patterson, Managed Care Coordinator, UBM ... Chakina Persley, Claims Data Entry Clerk, FC2 ... Lakeshia F. Reek, Claims Data Entry Clerk, FC2 ... Janet L. Riddle, Secretary B, FC2 ... Cynthia D. Rogers, Benefits Technician HOC. .. Mario E. Rois, Accounting Representative, MIA. .. Kimberly C. Sawyer, Image Entry Opera­tor, HOC ... Deborah L. Scott, Image Entry Operator, HOC. .. Lorena Scott, Claims Data Entry Clerk, FC2 ... Zolida Smith, Image Entry Operator, HOC ... Elizabeth A. Sollogub, Certifica­tion Nurse, HOSF, MIA. .. Angenette Spivey, Claims Data Entry Clerk, FC2 ... Steven W. Stout, Safety & Security Trainee, HOC. .. Karen D. Walker, Safety & Security Trainee, HOC ... Albert T. Yenchik, Medical Director, UBM 
� 
continued from page 5 
The company also has experi­
enced positive earnings and 
increasing enrollment for the past 
three years. 
''We believe that through our 
focus on managed care, costs have 
become more predictable," says 
Richards. ''We don't expect the 
large scale fluctuations we've seen 
in the past, but we can't afford to 
'sit back and relax' either. We need 
to monitor our progress continually. 
"And while it's always important 
to manage expenses to maintain our 
competitive edge, it's particularly 
important when facing the down­
side of the underwriting cycle -
everybody has a role to play," says 
Richards. 
The bottom line is: BCBSF 
needs your help as it's on the roller 
coaster - figuring out the curves, 
smoothing the ride, and guiding the 
company safely on track. 
Information and charts provided by 
Vicentee Ferguson and the Statistical 
department. ■ 
• 
U.S. SAVINGS BONDS 
THE GREAT AMERICAN INVESTMENT 
New And 
Improved 
Editor's note: Increasingly, compa­nies are involving their employees in the process of creating changes, rather than simply waiting for changes to happen. In an industry like ours, where the kinds of changes are dramatic and the rate of change is accelerating, this kind of involvement is especially important. In]anuary, 1992, BCBSF will ask all employees to participate in a survey to identify the company's current strengths and to suggest improvements 
Why is BCBSF conducting an organi%ation survey? There are basically four reasons. First, we want employees to help us understand, from their perspective, what the company's strengths and weaknesses are. At all levels, we expect that there will be issues, both positive and negative, identified through the survey process that we wouldn't know about otherwise. Second, as we formally identify these issues, we can discuss them more productively and openly throughout the organization to learn from what we're doing well, and take advantage of opportunities for improvement. As we work together to bring about positive change, we'll benefit from the increased communication and cooperation necessary for the company's continued success. Third, we want to establish a 
FROM THE TOP 
that will help BCBSF and its people succeed in the future. A work group of BCBSF employ­ees representing all areas of the company, including Private Business Operations, Government Programs,Health Care Services, the Regions, Marketing, Finance and Human Resources is helping with the design, communication and implemen­tation of the survey. Andy De Pirro, director of Organi­zation Development and Training,is the project leader for the organization survey and improvement process. We asked him to explain what employees could expect in the coming months. 
benchmark so we can measure our progress and check back from time to time to see how we're doing. We will be conducting regular surveys in the future, so we need to have a clear idea of where we stand now. Fourth, as part of the improve, ment process, we' 11 strengthen proven management principles that emphasize leadership, coaching, problem-solving and decision­making, communication and goal­and objective setting. 
Speaking of surveys - there 
have been so many lately, asking 
questions about everything from 
ARA Dining Service to Zenger­
Miller. How will this one be 
different? The organization survey is designed to be very comprehensive. We will ask employees how they feel about their job, working conditions and working relationships, including 
er:> 
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Andy Demo is project lender far tlie 
organization survey and improvement process. 
reporting relationships. We will ask them how they feel about compensa­tion, career development opportuni­ties and training available to them. We'll also ask what the company can do to enhance communications, productivity and morale. We want to see how employees feel about BCBSF as a place to work and as a place where they spend a significant portion of their time and energy. It sounds like an ambitious project. How long will it take to administer and how long will it be before we know the results? We expect to begin surveying employees in the middle of January, 1992. It should take about two weeks to complete the process. The questionnaire itself will take about ninety minutes to complete. A representative from Human Resources will be available to answer 
continued on page 18 
Riding the health care underwriting cycle ••• 
UP ANQ 
Oaw\\l d in the health J he earnings tren insurance industry is sometimes like riding a roller coaster: it's fast, scary and, most of all, often marked by ups and downs. The ride is called the health care underwriting cycle, and it has been on the same basic track for more than 25 years -three years up, followed by three years down. The good periods have been marked by healthy gains in profits and shrinking market share, and the bad periods are characterized by declining profits, increases in market share, and general belt tightening. What are the rules of the ride? What does the underwriting cycle mean to you? And why should you understand it? There are three basic reasons. 
large enough surplus during the positive years of the cycle, the company could be in trouble when earnings decline. Second, you and all other employees have a direct impact on the company's income each year. After paying claims costs, excess revenues are used partly to pay administrative expenses (salaries, travel and supplies, for example.) Although some elements of administrative expense are fixed and some are high because of the company's investment in managed care programs, other elements vary and can be lowered. The third reason it is important for you to understand the under, writing cycle is to help you answer questions from family and friends who are concerned that the company earns too much money. 
''The public is generally not aware of the cyclical forces that affect the company," says Tom Gniech, Executive Communica, tions manager. ''They may not understand why it's important for a company to build its surplus carefully and consistently. It helps if you explain that BCBSF is building policyholders' equity for their protection, so we will always have enough money set aside to pay for their health care needs." The health care underwriting cycle of three years of profits followed by three years of losses has been tracked since 1965 
(see chart 1.) 
While it seems like a simple concept, the underwriting cycle actually is a very complex phenom, enon. There are as many opinions about its causes as there are about its manageability. "Even health industry experts disgree about what causes the cycle," says Vicentee Ferguson, Statistical. "Some think it is a First, BCBSF's long,term survival depends on our ability to outperform our competitors at every point throughout the underwriting cycle. If we are unable to create a 
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* Through September 30, i 990 
C, Medicare B, HOC ... Vernita M. 
Weston, Claims Service Representa, tive, FTL ... Mary G. Williams, Telemarketing Sales Representa, tive,JMA ... 
�' "' 
William M. Arehart Jr., Planning/ Operations Support Analyse, PBO, FC2 ... Nancy K. Barbee, Field Service Representative, HMO, PEN ... William J. Condon, Manager Corporate Research & Library, FC2 ... Dennis M. Keleman, Manager Cost & Budget, HOC. .. Mmjorie M. 
Pace, Information Specialist, FC2 ... 
Austin F. Patneau, Manager Advertising , HOC ... Karen D. 
Sikora, Operation Analyst II, RIV ... 
Renee S. Smith, Direct Sales Analyst, GIL... Loretta]. Stanley, Telemarketing Sales Rep, JMA ... 
Robert B. Young, Systems Analyst PAS, HOC 
":.-. ::::. :::: -::::: _.-· 
-11w/ Etfrs 
Betty F. Kopp, Field Group Special, ist, FTL... Joseph E. Lee, Jr., Manager National Proposal Development & Marketing, FCl... 
Loma C. Mersereau, Basford, Program Operations Development Analyst, HOC. .. David]. Morgan, Print Shop Operator B, HOC. .. 
Marilyn E. Newby, Planning Operations Support Analyst, FC2 ... 
Betty W. Peltier, Marketing Admin, istration Supervisor, TAM ... Vickie L. Robie, Public Affairs Specialist II, HOC ... Sharon A. Taylor, Claims Examiner B, JMA ... Jewel A. 
Thomas, Micrographics Processing Clerk, HOC. .. 
::-:-. •:•:<·.<•:.-:.:-:.· .:•:· 
tu:renm::::qeiirs 
Yvonne B. Hughes, Claims Examiner C, Medicare B, HOC. .. Gloria 
Duffy, Claims Auditor, JPR ... 
Algerine J. Jones, Additional Development Exam, FCl. .. Georgia A. Perry, Customer Service Representative B, HOC ... Brenda G. Sumlar, Claims Examiner C, Medicare B, HOC ... 
twe��Jlf,years 
Janie B. Shephard, Senior Systems Analyst, HOC. 
+.V 
Official Sponsor 
of the 1992 
U.S. Olympic Team 
USA 
Blue Cross and Blue Shield of Florida's Corporate Objectives 
These are the company's strategic objectives for 1991. Plans and 
initiatives undertaken this year should be in support of one or 
more of these objectives: 
Excellent Service 
We will provide to our customers predictable, understandable, 
hassle-free service that is consistent with their expectations at 
purchase and that minimizes the need for customer involvement 
with payment to providers. 
Financial Strength 
We will maintain Blue Cross and Blue Shield of Florida as a 
financially strong and competitive organization. 
Market Share 
We will attain dominant private market share consistent with 
financial soundness, delivery of superior service and our overall 
provider strength. 
National Association 
We will support a strong, effective national organization of plans. 
Organizational Effectiveness 
We will develop and maintain an effective, highly motivated and 
productive organization. 
Provider Relationships 
We will create sustainable competitive advantage through effec­
tive business relationships with providers. 
Public Understanding 
We will gain public and governmental understanding, acceptance 
and support of corporate policies, programs and actions. 
Cir:> 
:MPLOYEES RATE THEIR BLUE RIBBON BENEFITS 
n August, all full-time employees were asked to respond to a 
iurvey about BCBSF's Blue Ribbon Benefits program. Forty­
hree percent of the employees (2,237) completed and returned 
he survey; of these employees, more than 600 provided addi­
ional written comments about their benefits .  
Employees rated the quality and competitiveness of their 
>enefits; how easy their current benefits are to use and understand; and 
vhat beneftt options they'd like to see added in the future. 
Hewitt and Associates, a nationally recognized human re­
:ource consulting firm, collected and compiled the survey results. 
-hey compared our results to those of 35 other national busi­
Iesses. This comparison helped the Compensation and Benefits 
)epartment evaluate how BCBSF's Blue Ribbons Benefits stack 
1p against other companies' benefits programs. 
E N E F I T  P R O G R A M  
;�� :-�� ...... �- ; .. .. --� :--:�-� -�: ··:\:�·-�=�· 
3.6 
3.4 
E R C E I V E D  Q U A L I T Y  
D M P E T I T I V E N E S S  
2 3 4 5 
1ard ly at all very wel l  
Overall, BCBSF employees 
rated the Blue Ribbon Benefits 
very positively. With only one 
exception, ratings for individual 
programs equalled or exceeded 
Hewitt's database norms. 
Some of the comments em­
ployees had about their benefits : 
"I feel the benefits are very good 
now. Any improvements or 
enhancements would make 
BCBSF tops in the area of ben­
efits compensation." 
"The current benefit package is 
great, however, it would be nice to 
ave more flexibility . Maybe even offer expanded coverages ( i .e., 
is ion, mo re dental) to those willing to pay for it." 
"BCBSF has excellent benefit programs. I feel some employ­
es take these for granted and don't understand how valuable 
1ey are." 
If you have questions about the survey or the survey results, 
:mtact Bob Teal, 791-6202, in the Compensation and Benefits 
1epartment. ■ 
� 
Service 
Anniversaries 
The following employees, with 
their job title and location noted, 
celebrated anniversaries in 
November: 
JA;� 
Michelle D. Allen, Customer Service Representative B, FCl . . .  Donald W. 
Bergman, Jr., Technical Analyst I, HOC ... Donald L. Cotton, Supervi, sor, Safety & Security, HOC. . .  
Mary E. Courshene, Customer Service Representative B, FCl... 
Regina L. Davis, Reimbursement Communications Specialist Medicare B, HOC .. . Rebecca Alocod 
Evans, Claims Service Rep III, FC2 .. . Elaina M. Godwin, Senior Facility Project Coordinator, GIL. . .  
Robert C.  Hutcheson, Maintenance Technician C, HOC .. . Melinda L. 
Jerrell, Customer Service Rep C, HOC ... Paula D. Keene, Operation Analyst II, RIV ... Joan M. Knapp, Supervisor Medicare B Program Integrity, HOC . . .  Patricia D. Lewis , Accounting Analyst, ORP ... Reatha 
J . McGill, Control Clerk A, HOC . . .  
Richard E.  Pratesi, Senior Actuarial Analyst, FCl . . .  Jo H. Reardon, Claims Examiner B, HOC ... 
Barlxira A. Shipman, Accounting Analyst B, JPO ... Donna L. Sluder, Technical Analyst I, FC2 ... Kim F .  
Smith, Field Service Representative, FTL ... Tammy J. Swindell, Cus, tomer Service Representative B, FC 1 . . .  J . Michael Sundy , Customer Service Representative B, HOC ... 
Tina A. Turner, Claims Examiner 
normal aspect of the business, and that the best insurers can do is learn to live with the cycle. Others believe that the cycle is caused by industry overreaction to market conditions - and suggest that careful moderation would lessen or even eliminate the cycle ." (See chart 2.) ''We believe that with good forecasting and solid planning, we can better manage our business through the cycle," says Charles Richards, vice president of Finance. Several departments at BCBSF now are researching the health care underwriting cycle 
TH E UNDERWRITING CYCLE 
H a rd M a rket 
Restricted Coverage 
High Premiums -..._ 
Expand M arket "-
\ Soft M a rket 
Broad Coverages 
Low Premiums 
Hold Market Share 
Chart 2: The cycle has several phases: soft 
market, transition and hard market. The soft market 
is characterized by low or declining profits, where 
insurers offer generous benefits at relatively low cost 
to consumers. Hard ( or firm) markets are distin, 
guished by increasing premiums, narrower coverages 
and intense competition. The transition phase 
separates hard and soft markets. During the transi, 
tion phase, some industry analysts suggest, insurers 
have regularly made policy decisions that overreact 
to the prior phase of the cycle. 
experts believe was the mid, point of the present upswing in the cycle . These experts also believe that the health insur, ance industry should brace itself for a downturn beginning in 1992. Some believe that a downturn already has begun. ''While we aren't sure where we are in the cycle, we do know that for the past 25 years industry,wide, underwriting losses during the three down years have been greater than underwriting gains during the up years," says Ferguson. "And, losses have increased steadily since 1965. To put it simply, for to understand it better and to develop warning signs that will help general economic conditions or cycles, as well as by internal factors," says Frizzell. 
the industry over the long term, losses have grown faster than profi ts." us manage the business more effectively and perhaps soften the severity of the cycle. ''Using this research, the company can set long,term pricing and marketing strategies that more closely match the conditions that exist in the various phases of the cycle," says Ann Frizzell, Group Actuarial. ''We know, for example, that the underwriting cycle is affected by external factors, including competi, tion, the high cost of medical technology, AIDS, changes in Medicare reimbursement, and 
Chart 3: BCBSF has outperformed 
the industry in all but three years from 
1980 to 1990. 
Historically, national recessions have tended to occur during downturns in the health insurance 
cycle. However, the current recession occured at a point that 
BCBSF, however, has been able to outperform the industry in all but three years (See chart 3 .) 
continued on page 18 
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United Way 
Results Update 
J hanks to employees who gave from their hearts, United Way funds raised have exceeded expecta­tions, says Tom Dunn, campaign chairman. As of November 15 ,  3 ,95 1 employees contributed a total of $440,030.98. The average gift per contributing employee was $ 1 1 1 . Thirty-nine employees made gifts of more than $ 1,000. Ernie Brodsky, incoming chairman of the United Way fundraising campaign, says of the cards returned so far, 82 percent reflected gifts to United Way. ''This level of involvement is outstand­ing," says Brodsky. ''Employees have demonstrated a tremendous commitment to the community. I look forward to next year's cam­paign and expect that employees will continue to show their support for United Way." 
Kid's Contest Winners Twenty-four children of employees put their Crayolas, paints and markers to the test and entered their posters in the Kid's Contest. The winners and their BCBSF parents are: Ages 5-7:  First - Katie Boling, daughter of 
Aletha Boling Second - Melissa Hewitt, daughter of Marcia Elder 
EMPLOYEES ONLY 
Third - Melissa Price, daughter of 
Eunice Grant Ages 8- 10: First - Kristin Grant, daughter of 
Mary Miller Second - Meghann McGivney, daughter of Matthew McGivney Third - Stacey Alberto, daughter of 
Gina Alberto Ages 1 1 - 14: First - Vinette Graddick, daughter of Alicia Redmond Second - Brie Akins, daughter of 
Deborah Akins Third - Matthew Ray, son of 
Shirley Ray $ 100 U.S. Savings Bond winner: 
Latosha Solomon, daughter of 
Cynthia Solomon. 
Katie Boling accepts a prize from Tom Dunn 
and Karen Morris far her winning poster. Rally prize winners: • Service Merchandise gift certifi­cate - Cathy Murrell, Correspon­dence Rep A • Hot air balloon ride - Darleen 
Kreiner, Claims Examiner • Publix gift certificate -Ed Goral, Actuary 
� 
• U.S. Air tickets - Colleen 
Pappas , Customer Service Repre­sentative • Daily raffle winners: Olivia 
Crawford, Leticia Geoghagan, 
Patricia Dallas , Tobi Piccinolo, 
Shirley Ray, Robert Vance , T em 
Evans , Debbie Wood, Gwendolyn 
Green and Larose Tunsil . 
Helping Hands Medicare Part A sponsored a poster contest for its employees to build awareness of the United Way campaign. As they worked on their entries for the contest, many employees in the division visited local agencies and talked to people who had been helped by United Way. Oliver Workman, poster contest coordinator, says the project helped employees feel much more involved in the campaign. "People in the various units told me they really enjoyed the opportunity for increased participation in the campaign." Two units earned special recognition for their posters: the Customer Service Unit's poster was the most creative, and the Inpa­tient Unit best captured the theme "It's Good To Have The Blues Behind United Way." The division raised more than $ 16,000 for United Way. Congratulations to everyone who participated in this year's campaign - everybcxly is a winner! ■ 
In March, 199 1 ,  the Dining Services Improvement T earn distributed a survey asking BCBSF employees for their opinion of ARA food services. Of the 4,500 surveys distributed to employees in the Riverside Home Office Complex and Freedom Commerce Centre, 565 were completed and returned. To respond to the questions and comments we 
received from employees, our team developed the Dining Service newsletter and also included several articles in Profile this past year. At your request, we are providing a summary of the survey results in chart form. If you'd like more detailed information, please call Tammie Burnsed, Corporate Liaison, Food Services, at 791-87 1 7. 
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S HOLIDAY SEASON ... 
�IVE A GIFT OF LOVE 
Catch the 
holiday spirit and 
nate non-perishable 
�ood, toiletries and 
blankets for 
lcksonville's needy 
November 20 
through 
December 16. 
Collection boxes 
are on each floor. 
• 
or more information 
)ntact Yvette Lewis, 
ployees' Club Booster 
ir­
� 
at 791-6322 
• 
All Gifts lo benefit the 
Food Bank of Jacksonville. 
IN THE SPOTLIGHT 
Duffers in the Southern Region helped raise $ 1 7,500 for the March of Dimes at a golf 
tournament held October 1 4  at Don Shu.la's Miami Country Club. Ed Vargas , Mike Rubin , 
NFL alumnus Don Knottingham, Georgia Brennan , Dave Fields, Gene Funkhouser and 
Dick Smith had a ball on the greens . Brennan serves on the executive board of the March of 
Dimes , which helps fight birth defects through research and prenatal education. 
Sytoya McFatten was selected by 
Volunteer Jacksonville to participate in 
their 1 99 2 Project Blueprint program. 
Since the program began in 1 988, Project 
Blueprint has trained and placed 83 
minority volunteer leaders on the boards of 
nonprofit agencies in Jacksonville . 
McFatten , a supervisor in Claims and 
Customer Service far the Southern 
Region's Dade County Unit, says , "By 
participating in Project Blueprint, I' U 
become a mare valuable resource to the 
community and to the company. I 'll also 
be able to demonstrate how committed 
Blue Cross and Blue Shield of Florida is to 
minority development and community 
participation . "  
ATTENTION GATOR FANS: The 199 1  Gator Bowl Classic will be held in the Gator Bowl Stadium on December 29 at 8 p.m. The Northeast Region Screaming Eagles team will sell tickets to the game. The cost is $22.50 per ticket. For more information, call 448-3230 or contact Reggie Rogers, Deb Rosendale, P.J. McLaughlin, Theresa Hay, Joe Miller or Mike Jones. 
� 
No Directory? 
No Problem . 
Need to call a co-worker but can't find your employee directory? There's now a computerized solution - an on-line directory that you can access if you work off the mainframe system. You may access the directory by entering transaction "TDIR" after signing on to CICS, using your RACF ID and password. From the directory main menu, enter a last name, first name and middle initial, and press enter. This will take you directly to the page containing the name you need. The online directory will display: last name, first name and middle initial; office telephone number; cost center name; work site (building) ;  and floor/suite number. To exit the directory, press the "clear" key and enter another CICS transaction name, or "CSSF Logoff' to end your CICS session. Special thanks to Lee Singletary, Steve McKain, Paulette Eison and many others whose hard work made this on,line directory a reality. If your telephone number needs to be updated, please contact the Telecommunications department at extension 6089 in the Riverside Home Office Complex. One final note: Telecommunica­tions can only make changes to telephone numbers. If you need your cost center, work location or other fields changed, you should submit an Employee Change Notification form to the Human Resource Information Center (HRIC) on 1 Tower in the River­side Home Office Complex. ■ 
Recycl ing 
Reminder 
Terry Barnes, supervisor in the Facilities and Office Services Division, says by the end of third quarter, 629 tons of paper were collected from the Jacksonville area offices and recycled. Barnes predicts that by year-end, about 838 tons will have been collected and recycled. That equates to 14,246 trees, 5,866,000 
gallons of water, 3,5 19,600 KWH of energy and 343,580 gallons of fuel. For the sake of comparison, in 1990, BCBSF recycled 3 6  percent of the trash it generated, and in 1991, it recycled 67 percent. ''This is good news for BCBSF and the environment," says Barnes. ''Let's keep up the good work ! "  Other ideas fo r  recycling waste paper: • Cut clean paper into scraps for employees to use for quick notes and memos. • Give colored paper scraps to co­workers with children so the kids can use the paper for drawings or paintings or art projects. • Donate large amounts of paper (or other materials such as egg cartons, wallpaper samples, clean glass jars and plastic milk jugs) to a local daycare center, library or school for children's art projects. ■ 
NOVEMBER 23-29 IS NATIONAL FAMILY WEEK. 
President George Bush reminds us  ''the strength and integrity 
of the family are vital to our well-being as a nation ." 
Strengthen your fami ly by trying the following :  
• Spend time with each other, do ing things as a family. 
• Plan ahead with your family so th ings will happen and not just 
happen. 
• Establ ish a reasonable balance between outside activities, 
work schedules and your family. 
• Talk with each other and l isten careful ly to understand each 
other's viewpoint .  
• Show every family member consideration and appreciation ,  
especially in everyday ways. 
• Respect each person's ideas, thoughts and feel ings . 
• Develop pride in your family. 
• Resolve problems and conflicts in a constructive way. 
• Help each other and be wil l ing to let others help you .  
• Contact and build t ies with other fami l ies. 
• Take part in community affairs and use community services. 
� 
Affordable And 
Accessible 
Blue Cross and Blue Shield of Florida is introducing a new HMO product for businesses with 2- 19 employees that do not currently offer group health care coverage. The new uninsured small group product developed by BCBSF will be tested in Palm Beach County beginning in December, says Ernie Brodsky, vice president of Product Management. A second product is being developed for uninsured youth ages 5 - 19. It will be tested in Jackson­ville in early 1992. "These product development efforts support BCBSF's commit­ment to address the larger 'public policy' issues that face the state, the industry and the nation, specifically concerning the cost and availability of health care coverage," says Brodsky. "Because of the urgency of these public policy issues, we accelerated the product develop­ment process to take the uninsured small group product from concept to implementation in about seven months." "Developing a new product that quickly took tremendous coopera­tion within the company," says Phil Parker, product manager of New Markets Development. Employees in Direct Marketing, Market Research, the South Florida Region, Actuarial, Advertising and Public Relations were instrumental 
FLORIDA Focus 
in developing the uninsured small group product. ''Thanks to their cooperative efforts and their focus on streamlining costs, we are able to offer small businesses a good, basic managed care product that provides a full range of health care benefits, including preventive care, with a premium rate of less than $ 100 per month per employee," says Parker. ''This new product is a good example of things private industry can do to address the issues of the 
STRATEGIES FOR SUCCESS 
uninsured," says Kathy Orr, director of New Markets Development. ''This isn' t a stripped-down product. It's a comprehensive HMO benefit plan that also demonstrates BCBSF's commitment to public policy issues and to the citizens of Florida. It shows we're willing to devote the resources to develop products that will make a difference to people who have had to go without health care coverage because it was unavailable or because they couldn't afford it." ■ 
If you want to improve your credibility and respectability at the 
next meeting you attend, consider these suggestions: 
• Do your homework. The strongest person at the meeting table 
is the one with the most information and the one who knows the 
issues. 
• Ask the right questions. Get to the essence of things. Don't 
simply repeat someone else's perception. 
• Be polite. Even if you disagree with a colleague, stick to issues 
and stay away from personalities. Don't bicker publicly and don't 
burn bridges. 
• Smile. The affable participant is more believable than the grim­
f aced one. First, endear others to you ; then, ask for acceptance 
of your ideas. 
• Be open. Don't be afraid to admit that you don't know some­
thing. Get back to people who need information. 
• Don't be afraid to change your mind. Be flexible enough to 
change because of new arguments or information. Stick to your 
point for the right reason - logic - not to curry favor with 
someone. 
Source: Janet Lobsenz, writing in The School Leader, New 
Jersey School Boards Association, P.O. Box 909, Trenton, NJ 
08605. 
� 
Picnics And Presents 
J ravis Bullard, Carol Peck and Loretta Johnson, managers in Medicare B Review and Financial Services and Operations, wanted to let their 175 employees know that their hard work hadn't gone unnoticed. "We asked the employees to let us know what kind of celebration they preferred -they asked for a picnic and presents, and we obliged," says Bullard. Their celebration, held at the Friday Musicale near the Riverside Home Office Complex, was organized by Aloma Carter, Katrina Clayton, Paula Crutcher, Shirley Gardner, Chiquita Lazenberry, Ethel Miranda, Beverly Mitchell, Betty Richardson, Bernadette Smith, Pete Strickland and Yvonne Taylor. Karen Tingen is the director of Medicare B Review and Financial Services and Operations. ■ 
H 
Front row: Yvonne Taylar, Pauline Crutcher, Katrina 
Clayton. Second row: Travis Bullard, Beverly Mitchell , 
Ethel Miranda. Third row: Aloma Carter, Shirley Gardner . 
CRACKDOWN ON FRAUD 
After Special Investigator Linda 
Dunbar followed up on a tip to 411! 
check out a Labelle, Florida, chiroprac-
tor, he was arrested and charged with thirty-sevE 
counts of insurance fraud, three counts of con­
spiracy to commit insurance fraud and three 
counts of grand theft. 
The chiropractor allegedly had conspired to 
purchase health insurance policies with the inter 
to seek insurance payments on chiropractic 
services that would not be performed. Once the 
chiropractic benefits on these policies were 
exhausted, the policies were cancelled. 
Investigator Dunbar previously had handled a 
case against this provider that alleged he was 
treating family members. He emphatically deniec 
to BCBSF auditor Nancy Garrity that he was 
related to his mother, father, brother and g rand­
mother. The Department of Professional Regula· 
tion accepted the case and found him guilty. He 
was given a letter of guidance because it was hi� 
first offense. 
If convicted of these insurance counts, this 
physician probably will lose his license to practic, 
as well as serve a jail sentence and be compelle 
to make restitution. 
If you know of a provider, subscriber or em­
ployee who may be defrauding BCBSF, please 
call the Special Investigation Unit on our toll-free 
hotline, 1 (800) 678-8355. 
� 
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Chandra Desikan and Margaret White dance with W. Charles Scott. 
Kristy Sheppard and 
Bonnie Espinoza. 
� 
JUST A PHONE CALL AWAY 
' 
Adventures on the Annabel Lee. 
To send a message from your mailbox to any mailbox statewide: 
When ASPEN asks you where you'd like to send the message, 
enter the node number and then the mailbox number. 
• To hear a list of all node numbers statewide, call mailbox 
3000 on the RHOC ASPEN system .  
• ASPEN mailboxes on any BCBSF ASP EN system may be 
included in a group distribution list that you create yourself. From 
the main menu of your mailbox, enter 4 ,2 ,2 ,  1 and follow the 
instructions to create a group distribution list . 
• If you need an ASPEN refresher course, or if you're having 
trouble using the ASPEN voice mail system, leave a message in 
the system manager's mailbox , number 1 000. 
� 
Koop Sti l l  
Outspoken 
BcBSF sponsored a November 1 9  
appearance b y  former U.S. 
Surgeon General C. Everett Koop 
in Tallahassee as part of Florida 
State University's Distinguished 
Lecture Series. 
Koop discussed health care as a 
profession and addressed the need 
for Americans to increase their 
awareness of health care in general 
to become more informed consum­
ers of health care services. 
As surgeon general, Koop turned 
the largely ceremonial position 
into a highly visible post for 
furthering urgent public health 
goals. 
An independent thinker, Koop 
champions pragmatic solutions to 
AIDS , tobacco consumption, teen 
pregnancy and other pressing 
public health concerns. 
In October and November, 
BCBSF also sponsored the criti­
cally acclaimed health care series 
C. Everett Koop, M.D. ,  a five-part, 
MacNeil/Lehrer Production shown 
on PBS. In the various shows, 
Koop discusses children at risk, 
teen pregnancy, senior citizens, 
health care reform and other 
changes in medical practice. 
Photographer: Cindy Pitou. 
PREPARING FOR THE FUTURE 
To prepare for the rest of this century and beyond, organizations 
must look at the environment , global alliances and corporate 
culture. To manage these three major issues, try this plan : 
• Make people the Number 1 priority. Recruit good workers 
and keep your turnover rate low. 
• Avoid bureaucracy. Think "small, "  regardless of the size of 
your organization. Initiate action that fosters change. 
• Look outward. Allow the marketplace to influence your activity. 
Respond to environmental influences. Don't think about your 
organization from an insider's viewpoint only. 
• Focus on the right issues. Pick those with potential . The 
three mentioned - the environment , globalization and reinventing 
the corporate culture - are good starting points. 
• Don't be obsessed with the bottom l ine. Watch the line , but 
don't sacrifice long-term opportunities for short-term dividends. 
• Emphasize quality. Every part of the organization will work 
effectively and efficiently if you concentrate on good products and 
good service. 
Source: John D. Graham, APR, chairman, CEO, Fleishman­
Hillard, Inc. , St. Louis. 
� 
IN THE SPOTLIGHT 
PBO Vice President Larry Payne ( top left) , Director Pete Taylor (giving soan,to,retire Flora Jones a hug) and FEP Director Karl Smith 
(below) attended the party far Micrographics employees and thanked them for their hard work and dedication. 
Miracle in 
Micrographics 
Employees in Micrographics are experiencing a new "can,do" attitude as the result of several changes over the past ten months. Micrographics employees say they now feel better about their jobs, the company and themselves. They celebrated the imp rove, ments with a party on October 24. The employees became part of Local Group Operations in Febru, ary, 1991, and after considerable two,way communications with Vice President Larry Payne and Director Pete Taylor, have a better under, standing of the critical role they play in the success of the division and the company overall, says Supervisor Daron Carr. 'We know 
how important it is for us to do our best and this has led to a tremen, dous change in our employees' attitudes," says Carr. Joyce Bowman, new manager of the department, also made some changes for the better, says Brenda Clarke, who has been with the Micrographics department for more than eight years. Lucy Wing, a Micrographics employee for eighteen months, says, 
CJD 
"Joyce walks through the depart, ment and talks to us. It seems like a simple thing for a manager to do, but you'd be surprised how much of a difference it makes to people when you add that human touch. "And when your vice president and director know your name you can't help but feel better about yourself and the work you do," says Wing. Sound management techniques and intensive work redesigning the way the department operates have resulted in noticeable increases in morale - and significant drops in turnaround time. "Communication and coopera, tion have improved significantly -but even more telling is the fact that work which used to take 7 to 8 days to complete now is finished in 2 to 3 days," says Ed Sullivan, Micrographics supervisor. ■ 
Christmas 
Dreams 
Come True 
.. , here are too many kids in the city who won't get toys for Christ, mas," says Bob Mahoney, project consultant for the Health Care Administration Project (HCAP), and a Toys For Tots volunteer for ten years. "I'm involved with Toys For Tots because I want kids to have some happiness in their lives, especially during Christmas." 
Theresa Emery, with the Medicare B 
Utilization Review department, and her 
husband Fred have been involved in the 
Toys For Tots Variety Show far years, not 
only behind the scenes, but also appearing 
onstage as gospel music duo The Emerys. 
They won't be singing at this year's show, 
but they have a very good reason: they'll be 
on the road promoting their first national 
single release, a song called, "It Could Be 
Any Day. " The Emerys have been writing 
and singing gospel songs for mare than 
seven years. In 1 989 , they received an 
honorable mention from the Music City 
Song Festival, a national songwriting 
contest based in Nashville, Tennessee. 
Bob Mahoney's experience as a stage manager far a community theatre in Pennsylvani 
great training for his role with the company's annual Toys For Toys Variety � 
Mahoney serves as the stage manager for BCBSF's annual Tc For Tots Variety Show and he highly recommends that people involved, either onstage or behi the scenes. "It's a perfect opport nity for employees to have fun a support a good cause," he says. The variety show was recogn last year by Volunteer Jacksonvi as an outstanding community program. BCBSF donated the $� prize money to the United State Marine Corps in support of theii Toys For Tots program. This year marks the company seventeenth annual variety shov Twenty,one acts are scheduled t perform. 'We're bringing back S< favorites and introducing new talent that employees will love," says Mahoney. "Don't miss this year's show!"  
Barbara Mitchell and Eddie Flowers present the $250 prize check from Volunteer Jacksonville 
to First Sargeant Carl Smith of the United States Marine Corps. 
The Toys For Tots Variety Show are December 13 at 7 :30 p.m. and December 14 at 2:30 p.m. and ?JO I in the Civic Auditorium's Little Theatre. Price cl admission is one to per ticket. Tickets are available in advance or at the door. ■ 
CK::> 
IN THE SPOTLIGHT 
PBO Vice President Larry Payne (top left) , Director Pete Taylor (giving soon-to-retire Flora Jones a hug) and FEP Director Karl Smith 
(below) attended the party for Micrographics employees and thanked them for their hard work and dedication. 
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how important it is for us to do our best and this has led to a tremen­dous change in our employees' attitudes," says Carr. Joyce Bowman, new manager of the department, also made some changes for the better, says Brenda Clarke, who has been with the Micrographics department for more than eight years. Lucy Wing, a Micrographics employee for eighteen months, says, 
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"Joyce walks through the depart­ment and talks to us. It seems like a simple thing for a manager to do, but you'd be surprised how much of a difference it makes to people when you add that human touch. "And when your vice president and director know your name you can't help but feel better about yourself and the work you do," says Wing. Sound management techniques and intensive work redesigning the way the department operates have resulted in noticeable increases in morale - and significant drops in turnaround time. "Communication and coopera­tion have improved significantly -but even more telling is the fact that work which used to take 7 to 8 days to complete now is finished in 2 to 3 days," says Ed Sullivan, Micrographics supervisor. ■ 
Christmas 
Dreams 
Come True 
.. , here are too many kids in the city who won't get toys for Christ­mas," says Bob Mahoney, project consultant for the Health Care Administration Project (HCAP), and a Toys For Tots volunteer for ten years. "I'm involved with Toys For Tots because I want kids to have some happiness in their lives, especially during Christmas." 
Theresa Emery, with the Medicare B 
UtiUzation Review department, and her 
husband Fred have been involved in the 
Toys For Tots Variety Show far years, not 
only behind the scenes, but also appearing 
onstage as gospel music duo The Emerys .  
They won't be singing at this year's show, 
but they have a ve:ry good reason: they'll be 
on the road promoting their first national 
single release ,  a song called , "It Could Be 
Any Day. " The Emerys have been writing 
and singing gospel songs for more than 
seven years. In 1 989 , they received an 
honorable mention from the Music City 
Song Festival, a national songwriting 
contest based in Nashville, Tennessee. 
Bob Mahoney's experience as a stage manager for a community theatre in Pennsylvania was 
great training for his role with the company's annual Toys For Toys Variety Show. 
Mahoney serves as the stage manager for BCBSF's annual Toys For Tots Variety Show and he highly recommends that people get involved, either onstage or behind the scenes. "It's a perfect opportu­nity for employees to have fun and support a good cause," he says. The variety show was recognized last year by Volunteer Jacksonville as an outstanding community program. BCBSF donated the $250 prize money to the United States Marine Corps in support of their Toys For Tots program. This year marks the company's seventeenth annual variety show. Twenty-one acts are scheduled to perform. 'We're bringing back some favorites and introducing new talent that employees will love," says Mahoney. "Don't miss this year's show!" 
Barbara Mitchell and Eddie Flowers present the $250 prize check from Volunteer Jacksonville 
to First Sargeant Carl Smith of the United States Marine Corps . 
The Toys For Tors Variety Shows are fu.ember 13 at 7:30 p.m. and fu.ember 14 at 2:30 p.m. and 7 JO p.m. in the Civic Auditorium's Little Theatre. Price of admission is one toy per ticket. Tickets are available in advance or at the door. ■ 
� 
Especial ly for 
Employees 
Employees who work in Medicare B Specialty Claims celebrated the results of a year's worth of hard work. Scott Masters, senior opera, tions analyst, says, "We had an outstanding year in terms of our CPEP rating (Contractor Perfor, mance Evaluation Program)." To thank the 280 employees in Specialty Claims, Director Betty Kennard arranged a cruise on the 
Annabel Lee. Employees enjoyed a half day of dancing and dining on a riverboat built for ... a bunch of people. ■ 
IN THE SPOTLIGHT 
Chandra Desikan and Margaret White dance with W. Charles Scott. 
Kristy Shep[xird and 
Bonnie Estxnoza. 
� 
JUST A PHONE CALL AWAY 
Adventures on the Annabel Lee. 
To send a message from your mailbox to any mailbox statewide: 
When ASPEN asks you where you'd like to send the message, 
enter the node number and then the mailbox number . 
• To hear a list of all node numbers statewide, call mailbox 
3000 on the RHOC ASPEN system.  
• ASPEN mailboxes on any BCBSF ASPEN system may be 
included in a group distribution list that you create yourself. From 
the main menu of your mailbox, enter 4 ,2 ,2 ,  1 and follow the 
instructions to create a group distribution list . 
• If you need an ASPEN refresher course, or if you 're having 
trouble using the ASPEN voice mail system, leave a message in 
the system manager's mailbox , number 1 000. 
CI£:) 
Koop Sti l l  
Outspoken 
BcBSF sponsored a November 19 appearance by former U .S. Surgeon General C. Everett Koop in Tallahassee as part of Florida State University's Distinguished Lecture Series. Koop discussed health care as a profession and addressed the need for Americans to increase their awareness of health care in general to become more informed consum, ers of health care services. As surgeon general, Koop turned the largely ceremonial position into a highly visible post for furthering urgent public health goals. An independent thinker, Koop champions pragmatic solutions to AIDS, tobacco consumption, teen pregnancy and other pressing public health concerns. In October and November, BCBSF also sponsored the criti, cally acclaimed health care series C. Everett Koop, M.D., a five,part, MacNeil/Lehrer Production shown on PBS. In the various shows, Koop discusses children at risk, teen pregnancy, senior citizens, health care reform and other changes in medical practice. 
Photographer: Cindy Pitou. 
PREPARING FOR THE FUTURE 
To prepare for the rest of this century and beyond, organizations 
must look at the environment , global alliances and corporate 
culture. To manage these three major issues, try this plan : 
• Make people the Number 1 priority. Recruit good workers 
and keep your turnover rate low. 
• Avoid bureaucracy. Think "small ," regardless of the size of 
your organization. Initiate action that fosters change. 
• Look outward. Allow the marketplace to influence your activit) 
Respond to environmental influences. Don't think about your 
organization from an insider's viewpoint only. 
• Focus on the right Issues. Pick those with potential . The 
three mentioned - the environment , globalization and reinventir 
the corporate culture - are good starting points. 
• Don't be obsessed with the bottom line. Watch the line , but 
don't sacrifice long-term opportunities for short-term dividends. 
• Emphasize quality. Every part of the organization will work 
effectively and efficiently if you concentrate on good products an, 
good service. 
Source: John D. Graham, APR, chairman, CEO, Fleishman­
Hillard, Inc., St. Louis. 
� 
lordable And 
:cessible 
! Cross and Blue Shield of 1a is introducing a new HMO Kt for businesses with 2- 19 oyees that do not currently group health care coverage. 1.e new uninsured small group Kt developed by BCBSF will sted in Palm Beach County ming in December, says Ernie sky, vice president of Product :i.gement. second product is being loped for uninsured youth ages It will be tested in Jackson­in early 1992. 'hese product development :s support BCBSF's commit­: to address the larger 'public y' issues that face the state, the ;try and the nation, specifically erning the cost and availability alth care coverage," says sky. "Because of the urgency of public policy issues, we erated the product develop-: process to take the uninsured group product from concept Lplementation in about seven :hs." )eveloping a new product that Jy took tremendous coopera­within the company," says Phil �r, product manager of New :ets Development. nployees in Direct Marketing, :et Research, the South Florida )n, Actuarial, Advertising and c Relations were instrumental 
FLORIDA Focus 
in developing the uninsured small group product. ''Thanks to their cooperative efforts and their focus on streamlining costs, we are able to offer small businesses a good, basic managed care product that provides a full range of health care benefits, including preventive care, with a premium rate of less than $ 100 per month per employee," says Parker. ''This new product is a good example of things private industry can do to address the issues of the 
STRATEGIES FOR SUCCESS 
uninsured," says Kathy Orr, director of New Markets Development. ''This isn't a stripped-down product. It's a comprehensive HMO benefit plan that also demonstrates BCBSF's commitment to public policy issues and to the citizens of Florida. It shows we're willing to devote the resources to develop products that will make a difference to people who have had to go without health care coverage because it was unavailable or because they couldn't afford it." ■ 
If you want to improve your credibility and respectability at the 
next meeting you attend, consider these suggestions: 
• Do your homework. The strongest person at the meeting table 
is the one with the most information and the one who knows the 
issues. 
• Ask the right questions. Get to the essence of things. Don't 
simply repeat someone else's perception. 
• Be polite. Even if you disagree with a colleague, stick to issues 
and stay away from personalities. Don't bicker publicly and don't 
burn bridges. 
• Smile. The affable participant is more believable than the grim­
f aced one. First, endear others to you ; then, ask for acceptance 
of your ideas. 
• Be open. Don't be afraid to admit that you don't know some­
thing. Get back to people who need information. 
• Don't be afraid to change your m ind. Be flexible enough to 
change because of new arguments or information. Stick to your 
point for the right reason - logic - not to curry favor with 
someone. 
Source: Janet Lobsenz, writing in The School Leader, New 
Jersey School Boards Association, P.O. Box 909, Trenton, NJ 
08605. 
� 
Picnics And Presents 
J ravis Bullard, Carol Peck and Loretta Johnson, 
managers in Medicare B Review and Financial Services and Operations, wanted to let their 175 
employees know that their hard work hadn't gone unnoticed. "We asked the employees to let us 
know what kind of celebration they preferred ­they asked for a picnic and presents, and we obliged," says Bullard. Their celebration, held at the Friday Musicale near the Riverside Home Office Complex, was organized by Aloma Carter, Katrina Clayton, Paula Crutcher, Shirley Gardner, Chiquita Lazenberry, Ethel Miranda, Beverly Mitchell, 
Betty Richardson, Bernadette Smith, Pete Strickland and Yvonne Taylor. Karen Tingen is the director of Medicare B Review and Financial Services and Operations. ■ 
H 
Front row: Yvonne Taylor, Pauline Crutcher, Katrina 
Clayton . Second row: Travis Bullard, Beverly Mitchell , 
Ethel Miranda. Third row: Aloma Carter, Shirley Gardner. 
CRACKDOWN ON FRAUD 
After Special Investigator Linda 
Dunbar followed up on a tip to 
check out a Labelle , Florida, chiroprac-
tor, he was arrested and charged with thirty-seven 
counts of insurance fraud, three counts of con­
spiracy to commit insurance fraud and three 
counts of grand theft. 
The chiropractor allegedly had conspired to 
purchase health insurance policies with the intent 
to seek insurance payments on chiropractic 
services that would not be performed. Once the 
chiropractic benefits on these policies were 
exhausted, the policies were cancelled. 
Investigator Dunbar previously had handled a 
case against this provider that alleged he was 
treating family members. He emphatically denied 
to BCBSF auditor Nancy Garrity that he was 
related to his mother, father, brother and grand­
mother. The Department of Professional Regula­
tion accepted the case and found him guilty. He 
was given a letter of guidance because it was his 
first offense. 
If convicted of these insurance counts, this 
physician probably will lose his license to practice, 
as well as serve a jail sentence and be compelled 
to make restitution. 
If you know of a provider, subscriber or em­
ployee who may be defrauding BCBSF, please 
call the Special Investigation Unit on our toll-free 
hotline, 1 (800) 678-8355 . 
CID 
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THIS HOLIDAY SEASON ... 
GIVE A GIFT OF LOVE 
Catch the 
holiday spirit and 
donate non-perishable 
food, toiletries and 
blankets for 
Jacksonville's needy 
November 20 
through 
December 16. 
Collection boxes 
are on each floor. 
• 
For more information 
contact Yvette Lewis, 
Employees' Club Booster 
at 791-6322 
• 
All Gifts to benefit the 
Food Bank of Jaclcsonville. 
.,, 
IN THE SPOTLIGHT 
Duffers in the Southern Region helped raise $ 1 7,500 for the March of Dimes at a golf 
tournament held October 1 4  at Don Shula's Miami Country Club. Ed Vargas , Mike Rubin , 
NFL alumnus Don Knottingham , Georgia Brennan , Dave Fields , Gene Funkhouser and 
Dick Smith had a ball on the greens . Brennan serves on the executive board of the March of 
Dimes , which helps fight birth defects through research and prenatal education. 
I 
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Sytoya McFatten was selected by 
Volunteer Jacksonville to participate in 
their 1 99  2 Project Blueprint program. 
Since the program began in I 988, Project 
Blueprint has trained and placed. 83 
minority volunteer leaders on the boards of 
nonprofit agencies in Jacksonville . 
McFatten, a supervisor in Claims and 
Customer Service far the Southern 
Region's Dade County Unit, says , "By 
participating in Project Blueprint, I' 11 
become a mare valuable resource to the 
community and to the company . I 'll also 
be able to demonstrate how committed 
Blue Cross and Blue Shield of Florida is to 
minority development and community 
participation . "  
ATTENTION GATOR FANS: The 199 1  Gator Bowl Classic will be held in the Gator Bowl Stadium on December 29 at 8 p.m. The Northeast Region Screaming Eagles team will sell tickets to the game. The cost is $22.50 per ticket. For more information, call 448-3230 or contact Reggie Rogers, Deb Rosendale, P.J. McLaughlin, Theresa Hay, Joe Miller or Mike Jones. 
CJr:;> 
No Directory? 
No Problem . 
Need to call a co�worker but can't find your employee directory? There's now a computerized solution - an on�line directory that you can access if you work off the mainframe system. You may access the directory by entering transaction ''TDIR" after signing on to CICS, using your RACF ID and password. From the directory main menu, enter a last name, first name and middle initial, and press enter. This will take you directly to the page containing the name you need. The online directory will display: last name, first name and middle initial; office telephone number; cost center name; work site (building) ; and floor/suite number. To exit the directory, press the "clear" key and enter another CICS transaction name, or "CSSF Logoff' to end your CICS session. Special thanks to Lee Singletary, Steve McKain, Paulette Eison and many others whose hard work made this on-line directory a reality. If your telephone number needs to be updated, please contact the Telecommunications department at extension 6089 in the Ri versicle Home Office Complex. One final note: Telecommunica­tions can only make changes to telephone numbers. If you need your cost center, work location or other fields changed, you should submit an Employee Change Notification form to the Human Resource Information Center (HRIC) on 1 Tower in the River, side Home Office Complex. ■ 
Recycl ing 
Reminder 
Jerry Barnes, supervisor in the Facilities and Office Services Division, says by the end of third quarter, 629 tons of paper were collected from the Jacksonville area offices and recycled. Barnes predicts that by year-end, about 838 tons will have been collected and recycled. That equates to 14,246 trees, 5 ,866,000 
gallons of water, 3 ,5 19,61 KWH of energy and 343 ,� gallons of fuel. For the sake of comparison, i 1990, BCBSF recycled 36  pen of the trash it generated, and ir 1991, it recycled 67 percent. ''This is good news for BCBS and the environment," says Ban "Let's keep up the good work! " Other ideas for recycling was paper: • Cut clean paper into scraps fo employees to use for quick notei and memos. • Give colored paper scraps to c workers with children so the kid can use the paper for drawings o paintings or art projects. • Donate large amounts of pape (or other materials such as egg cartons, wallpaper samples, elem glass jars and plastic milk jugs) b local daycare center, library or school for children's art projects 
NOVEMBER 23-29 15 NATIONAL FAMILY WEEK. 
President George Bush reminds us ''the strength and integrity 
of the family are vital to our well-being as a nation." 
Strengthen your family by trying the following : 
• Spend time with each other, doing things as a family. 
• Plan ahead with your family so things will happen and not just 
happen. 
• Establ ish a reasonable balance between outside activities, 
work schedules and your family. 
• Talk with each other and listen carefully to understand each 
other's viewpoint. 
• Show every family member consideration and appreciation, 
especially in everyday ways. 
• Respect each person's ideas, thoughts and feelings. 
• Develop pride in your family. 
• Resolve problems and conflicts in a constructive way. 
• Help each other and be willing to let others help you .  
• Contact and build ties with other families. 
• Take part in community affairs and use community services. 
� 
l iled Way 
1sults Update 
ks to employees who gave heir hearts, United Way raised have exceeded expecta­says Tom Dunn, campaign nan. As of November 15 , employees contributed a total -0,030.98. The average gift ntributing employee was Thirty-nine employees made f more than $ 1,000. lie Brodsky, incoming 11an of the United Way 1ising campaign, says of the :etumed so far, 82 percent ed gifts to United Way. ''This >f involvement is outstand­ays Brodsky. "Employees have 1strated a tremendous itment to the community. I )rward to next year's cam­and expect that employees mtinue to show their support tited Way." 
Contest Winners y-four children of employees �ir Crayolas, paints and rs to the test and entered ,asters in the Kid's Contest. inners and their BCBSF s are: 
i -7 :  
- Katie Boling, daughter of 
Boling i - Melissa Hewitt, daughter 
cia Elder 
EMPLOYEES ONLY 
Third - Melissa Price, daughter of 
Eunice Grant 
Ages 8- 10: First - Kristin Grant, daughter of 
Mary Miller Second - Meghann McGimey , daughter of Matthew McGimey Third - Stacey Alberto, daughter of 
Gina Alberto 
Ages 1 1 - 14: First - Vinette Graddick, daughter of Alicia Redmond Second - Brie Akins, daughter of 
Deborah Akins Third - Matthew Ray, son of 
Shirley Ray $ 100 U.S. Savings Bond winner: 
Latosha Solomon, daughter of 
Cynthia Solomon . 
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Katie Boling accepts a prize from Tom Dunn 
and Karen Morris far her winning poster. Rally prize winners: • Service Merchandise gift certifi­cate - Cathy Murrell, Correspon­dence Rep A • Hot air balloon ride - Darleen 
Kreiner, Claims Examiner • Pub I ix gift certificate -Ed Goral, Actuary 
CC) 
• U.S. Air tickets - Colleen 
Pappas, Customer Service Repre­sentative • Daily raffle winners: Olivia 
Crawford, Leticia Geoghagan, 
Patricia Dallas , Tobi Piccinolo, 
Shirley Ray , Robert Vance , Terri 
Evans , Debbie Wood, Gwendolyn 
Green and Larose Tunsil . 
Helping Hands Medicare Part A sponsored a poster contest for its employees to build awareness of the United Way campaign. As they worked on their entries for the contest, many employees in the division visited local agencies and talked co people who had been helped by United Way. Oliver Workman, poster contest coordinator, says the project helped employees feel much more involved in the campaign. "People in the various units told me they really enjoyed the opportunity for increased participation in the campaign." Two units earned special recognition for their posters: the Customer Service Unit's poster was the most creative, and the Inpa­tient Unit best captured the theme "It's Good To Have The Blues Behind United Way." The division raised more than $ 16,000 for United Way. Congratulations to everyone who participated in this year's campaign - everybody is a winner! ■ 
In March, 1991,  the Dining Services Improvement T earn distributed a survey asking BCBSF employees for their opinion of ARA food services. Of the 4,500 surveys distributed to employees in the Riverside Home Office Complex and Freedom Commerce Centre, 5 65 were completed and returned. To respond to the questions and comments we received from employees, our team developed the Dining Service newsletter and also included several articles in Profile this past year. At your request, we are providing a summary of the survey results in cha�t form. If you'd like more detailed information, please call Tammie Burnsed, Corporate Liaison, Food Services, at 791-87 17. 
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EMPLOYEES RATE THEIR BLUE RIBBON BENEFITS 
In August, all full-time employees were asked to respond to a 
survey about BCBSF's Blue Ribbon Benefits program. Forty­
three percent of the employees (2,237) completed and returned 
the survey; of these employees, more than 600 provided addi­
tional written comments about their benefits. 
Employees rated the quality and competitiveness of their 
benefits; how easy their current benefits are to use ard understand; and 
what benefit options they'd like to see added in the future. 
Hewitt and Associates, a nationally recognized human re­
source consulting firm, collected and compiled the survey results. 
They compared our results to those of 35 other national busi­
nesses. This comparison helped the Compensation and Benefits 
Department evaluate how BCBSF's Blue Ribbons Benefits stack 
up against other companies' benefits programs. 
B E N E F I T  P R O G R A M  
hardly at al l very well 
Overall, BCBSF employees 
rated the Blue Ribbon Benefits 
very positively. With only one 
exception, ratings for individual 
programs equalled or exceeded 
Hewitt's database norms. 
Some of the comments em­
ployees had about their benefits : 
"I feel the benefits are very good 
now. Any improvements or 
enhancements would make 
BCBSF tops in the area of ben­
efits compensation."  
"The current benefit package is 
great, however, it would be nice to 
have more flexibility. Maybe even offer expanded coverages (i .e. ,  
vision, more dental) to those willing to pay for it." 
"BCBSF has excellent benefit programs. I feel some employ­
ees take these for granted and don't understand how valuable 
they are." 
I f  you have questions about the survey or the survey results, 
contact Bob Teal, 791-6202, in the Compensation and Benefits 
Department. ■ 
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Service 
Anniversaries 
The following employees, with their job title and location noted, celebrated anniversaries in November: 
R�IJtn's ,., 
Michelle D. Allen, Customer Service Representative B, FCl. .. Donald W. 
Bergman, Jr. ,  Technical Analyst I, HOC. .. Donald L. Cotton, Supervi, sor, Safety & Security, HOC. .. 
Mary E. Courshene, Customer Service Representative B, FCl... 
Regina L. Davis, Reimbursement Communications Specialist Medicare B, HOC ... Rebecca Alocod 
Evans, Claims Service Rep III, FC2 . .. Elaina M. Godwin, Senior Facility Project Coordinator, GIL... 
Robert C.  Hutcheson, Maintenance Technician C, HOC ... Melinda L. 
Jerrell, Customer Service Rep C, HOC .. . Paula D. Keene, Operation Analyst II, RIV . . .  Joan M. Knapp, Supervisor Medicare B Program Integrity, HOC .. . Patricia D. Lewis, Accounting Analyst, ORP ... Reatha 
J. McGill, Control Clerk A, HOC. .. 
Richard E. Pratesi, Senior Actuarial Analyst, FCl... Jo H. Reardon, Claims Examiner B, HOC . .. 
Barbara A. Shipman, Accounting Analyst B, JPO ... Donna L. Sluder, Technical Analyst I, FC2 . . .  Kim F. 
Smith, Field Service Representative, FTL ... Tammy ] .  Swindell, Cus, tomer Service Representative B, FCl... J. Michael Sundy, Customer Service Representative B ,  HOC ... 
Tina A. Turner, Claims Examiner 
normal aspect of the business, and that the best insurers can do is learn to live with the cycle. Others believe that the cycle is caused by industry overreaction to market conditions - and suggest that careful moderation would lessen or even eliminate the cycle." (See chart 2.) 'We believe that with good forecasting and solid planning, we can better manage our business through the cycle," says Charles Richards, vice president of Finance. Several departments at BCBSF now are researching the health care underwriting cycle 
THE UNDERWRITING CYCLE 
Ha rd M arket 
Restricted Coverage 
High Premiums '­
Expand M arket "-
\ Soft M a rket 
Broad Coverages 
Low Premiums 
Hold Market Share 
Chart 2: The cycle has several phases: soft 
market, transition and hard market. The soft market 
is characterized by low or declining profits, where 
insurers offer generous benefits at relatively low cost 
to consumers. Hard (or firm) markets are distin­
guished by increasing premiums, narrower coverages 
and intense competition. The transition phase 
separates hard and soft markets. During the transi­
tion phase, some industry analysts suggest, insurers 
have regularly made policy decisions that overreact 
to the prior phase of the cycle. 
experts believe was the mid, point of the present upswing the cycle. These experts also believe that the health insur­ance industry should brace iti for a downturn beginning in 1992. Some believe that a downturn already has begun. "While we aren't sure wh we are in the cycle, we do kn that for the past 25 years industry-wide, underwriting losses during the three down years have been greater than underwriting gains during the years," says Ferguson. "And, losses have increased steadily since 1965 . To put it simply, to understand it better and to develop warning signs that will help general economic conditions or cycles, as well as by internal factors," says Frizzell. 
the industry over the long term, losses have grown faster than profits." us manage the business more effectively and perhaps soften the severity of the cycle. ''Using this research, the company can set long,term pricing and marketing strategies that more closely match the conditions that exist in the various phases of the cycle," says Ann Frizzell, Group Actuarial. 'We know, for example, that the underwriting cycle is affected by external factors, including competi­tion, the high cost of medical technology, AIDS, changes in Medicare reimbursement, and 
Chart 3: BCBSF has outperformed 
the industry in all but three years from 
1980 to 1990. 
Historically, national recessions have tended to occur during downturns in the health insurance 
cycle. However, the current recession occured at a point that 
BCBSF, however, has been al to outperform the industry in all but three years ( See chart 3.) 
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BCBSF 
Al l  l ndu �  
ling the health care underwriting cycle • • •  
!l: Iii, • 11 0 oaw\\l d ·n  the health · gs tren 1 earnm 
ance industry is sometimes like 
g a roller coaster: it's fast, 
and, most of all, often marked 
,s and downs. The ride is called 
tealth care underwriting cycle, 
t has been on the same basic 
for more than 25 years -
: years up, followed by three 
down. 
:-i.e good periods have been 
ed by healthy gains in profits 
hrinking market share, and 
,ad periods are characterized by 
ning profits, increases in 
et share, and general belt 
ening. 
'hat are the rules of the ride? 
t does the underwriting cycle 
1 to you ? And why should you 
rstand it? There are three basic 
ns. 
rst, BCBSF's long-term 
large enough surplus during the 
positive years of the cycle, the 
company could be in trouble when 
earnings decline. 
Second, you and all other 
employees have a direct impact on 
the company's income each year. 
After paying claims costs, excess 
revenues are used partly to pay 
administrative expenses (salaries, 
travel and supplies, for example. )  
Al though some elements of 
administrative expense are fixed 
and some are high because of the 
company's investment in managed 
care programs, other elements vary 
and can be lowered. 
The third reason it is important 
for you to understand the under­
writing cycle is to help you answer 
questions from family and friends 
who are concerned that the 
company earns too much money. 
''The public is generally not 
aware of the cyclical forces that 
affect the company," says Tom 
Gniech, Executive Communica­
tions manager. ''They may not 
understand why it's important for a 
company to build its surplus 
carefully and consistently. It helps 
if you explain that BCBSF is 
building policyholders' equity for 
their protection, so we will always 
have enough money set aside to pay 
for their health care needs." 
The health care underwriting 
cycle of three years of profits 
followed by three years of losses has 
been tracked since 1965 
(see chart 1 . ) 
While it seems like a simple 
concept, the underwriting cycle 
actually is a very complex phenom­
enon. There are as many opinions 
about its causes as there are about 
its manageability. 
''Even health industry experts 
disgree about what causes the 
cycle," says Vicentee Ferguson, 
Statistical. "Some think it is a val depends on our ability to 
�rform our competitors at every 
: throughout the underwriting % o f  N e t  Reve n u e  BCBS UNDERWRITING GAIN/LOSS 
. If we are unable to create a 3 
2 
ltt 1 : The underwriting cycle can 0 
10ught of as continuous movement -1 
:tween periods of increasing under- -2 
·riting profits and declining market -3 
: and periods of reduced profits and -4 
increased market share. This chart -5 
U n o ff ic ia l  --
shows the cycle for all BCBS plans -6 --'--,,--,-.--,--..----....-'---r---r-��-+---r----r-�---,--.J1--..----+-.....--.....----r-"""T""""' 
since 1965. The thin, vertical bars 66 69 72 
indicate the start of a recession. � Gain/Loss % Revenue  
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C, Medicare B, HOC . . .  Vernita M. 
Weston, Claims Service Representa­tive, FTL .. .  Mary G.  Williams, Telemarketing Sales Representa­tive, ]MA . . .  
·::. _ _  ::: 
�f� 
William M.  Arehart Jr. , Planning/ Operations Support Analyst, PBO, FC2.. .  Nancy K. Barbee, Field Service Representative, HMO, PEN . . .  William J. Condon, Manager Corporate Research & Library, FCZ ... Dennis M. Keleman, Manager Cost & Budget, HOC .. . Marjorie M. 
Pace, Information Specialist, FCZ ... 
Austin F. Patneau, Manager Advertising , HOC ... Karen D.  
Sikora, Operation Analyst II, RIV . . .  
Renee S .  Smith, Direct Sales Analyst, GIL.. Loretta ] .  Stanley, Telemarketing Sales Rep, JMA ... 
Robert B. Young, Systems Analyst PAS, HOC 
·. ·•:•. -:-: .-:-· .· 
fift�M�s 
Betty F. Kopp, Field Group Special­ist, FfL ... Joseph E. Lee, Jr . ,  Manager National Proposal Development & Marketing, FCl... 
Lorna C. Mersereau-Bas[ ord, Program Operations Development Analyst, HOC. .. David ] .  Morgan, Print Shop Operator B, HOC. .. 
Marilyn E. Newby , Planning Operations Support Analyst, FC2... 
Betty W. Peltier, Marketing Admin­istration Supervisor, TAM .. . Vickie L. Robie, Public Affairs Specialist II , HOC. .. Sharon A.  Taylor, Claims Examiner B ,  JMA ... Jewel A.  
Thomas, Micrographics Processing Clerk, HOC. .. 
ti/Jett/frq:::t,etfrs 
Yvonne B. Hughes , Claims Examiner C, Medicare B, HOC ... Gloria 
Duffy, Claims Auditor, JPR .. . 
Algerine ] .  Jones, Additional Development Exam, FCl... Georgia A. Perry , Customer Service Representative B, HOC ... Brenda G. Sumlar, Claims Examiner C, Medicare B, HOC . . .  
twen�-� ;f/ears 
Janie B .  Shephard, Senior Systems Analyst, HOC. 
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Official Sponsor 
of the 1 992 
U.S. Olympic Team 
U S A  
Blue Cross and Blue Shield of Florida's Corporate Objectives 
These are the company's strategic objectives for 1 99 1 . Plans and 
initiatives undertaken this year should be in support of one or 
more of these objectives : 
Excellent Service 
We will provide to our customers predictable, understandable , 
hassle-free service that is consistent with their expectat ions at 
purchase and that minimizes the need for customer involvement 
with payment to providers .  
Financial Strength 
We will maintain Blue Cross and Blue Shield of Florida as a 
financial ly strong and competitive organization. 
Market Share 
We wil l attain dominant private market share consistent with 
f inancial soundness, del ivery of superior service and ou r overall 
provider strength. 
National Association 
We will support a strong , effective national organization of plans. 
Organizational Effectiveness 
We wil l develop and maintain an effective, highly motivated and 
productive organization .  
Provider Relationships 
We will create sustainable competitive advantage through effec­
tive business re lationships with providers .  
Public Understanding 
We wil l gain public and governmental u nderstanding, acceptance 
and support of corporate pol icies, programs and actions. 
� 
New 
Employees 
We welcome the following new employees - hired through October 15  and noted by their job title and location - to Blue Cross and Blue Shield of Florida: 
Laponda M. Addison, Claims Data Entry Clerk, FC2 . . .  Josephine A. Ambrose, Image Entry Operator, HOC ... Richard D. Benfield, Shipping Clerk A, HOC. . .  Barbara A. Bouranis, Customer Service Rep B, FC2 . . .  Kasandra L. Boxwell, Secretary A, FC2 . . .  Charlene W. Boyer, Image Entry Operator, HOC ... Diane M. Brown., Human Resource Development Specialist, FC2 . . .  Kevin Brown, Claims Data Entry Clerk, FC2 . . .  Mark E. Collins, Market, ing Director I, FTL . . .  Lucy C. Coyle, Executive Secretary A, HOC. .. Paul]. Dimauro, Supervisor Special Claims Processing, FC2 . . . Robin R .  Eddy, Word Processing Opera, tor Medicare B, HOC . . .  Denise D. Ellis, Clerk Typist B, ORL.. Lori K .  Ernst, Control Clerk A, HOC. . .  Sharon L. Flowers, Secretary A, JXM .. Deidra M. Gibson, Safety & Security Trainee, HOC . . .  Latoya S .  Glover, Claims Data Entry Clerk, FC2 . . .  Dustin] Goldbronn, Clerk A, FC2 . . .  Mary A. Gregory, Claims Data Entry Clerk, FC2 . . .  Byron D. Grover, Control Clerk A, HOC. .. Lawrence S. Hall, Systems Analsyst I, HTF ... Janice B. Hazard HOC. .. Latonya Y. Hillman, Image 
Entry Operator, HOC . . .  Amy S .  Hubbard, Claims Service Representative Trainee, FC2 . . . Dorothy G. Jackson, Secretary A, HOC. . .  Cedric D. Johnson, Customer Service Representa, tive B, FC2 . .. Yashica D.  Lampkins, Claims Data Entry Clerk, FC2 . . .  Gregory Landa . . .  John C.  Lansbury, Systems Analyst II, JMA ... ShalindeU M. Lawrence, Claims Data Entry Clerk, FC2 . . .  Linda C. Mathis, Secretary B, FC2 . . .  Juan A. Matos, Auditor II, JPO . . .  Kevin McCafferty, FCl. . . James P .  McEnemey, Senior Corporate Recruiter, HOC ... Marinela R.  Moss, Secretary A, HOC. . .  Demetria E. Newsome, Claims Data Entry Clerk, FC2 . . .  Wanda J .  Norman, Clerk C, HOC . .. Barbara F. Ojeda Morgan, Small Group Specialist, GIL. . .  Pauline M. Patterson, Managed Care Coordinator, UBM . . .  Chakina Persley, Claims Data Entry Clerk, FC2 . . .  Lakeshia F. Reek, Claims Data Entry Clerk, FC2 . . .  Janet L. Riddle, Secretary B, FC2 . . .  Cynthia D. Rogers, Benefits Technician HOC. . .  Mario E. Rois, Accounting Representative, MIA. .. Kimberly C. Sawyer, Image Entry Opera, tor, HOC . . .  Deborah L. Scott, Image Entry Operator, HOC. . .  Lorena Scott, Claims Data Entry Clerk, FC2 . . .  Zolida Smith, Image Entry Operator, HOC ... Elizabeth A. Sollogub, Certifica, tion Nurse, HOSP, MIA. . .  Angenette Spivey, Claims Data Entry Clerk, FC2 . .. Steven W.  Stout, Safety & Security Trainee, HOC. .. Karen D. Walker, Safety & Security Trainee, HOC. . .  Albert T. Yenchik, Medical Director, UBM 
� 
continued from page 5 
The company also has experi, enced positive earnings and increasing enrollment for the past three years. 'We believe that through our focus on managed care, costs have become more predictable," says Richards. 'We don't expect the large scale fluctuations we've seen in the past, but we can't afford to 'sit back and relax' either. We need to monitor our progress continually. "And while it's always important to manage expenses to maintain our competitive edge, it's particularly important when facing the down, side of the underwriting cycle -everybody has a role to play," says Richards. The bottom line is: BCBSF needs your help as it's on the roller coaster - figuring out the curves, smoothing the ride, and guiding the company safely on track. 
Information and charts provided by 
Vicentee Ferguson and the Statistical 
department . ■ 
• 
U.S. SAVINGS BONDS 
THE GREAT AMERICAN INVESTMENT 
New And 
Improved 
Editor's note: Increasingly, compa, nies are involving their employees in the process of creating changes, rather than simply waiting for changes to happen. In an industry like ours, where the kinds of changes are dramatic and the rate of change is accelerating, this kind of involvement is especially important . In January, 1992, BCBSF will ask all employees to participate in a survey 
to identify the company's current strengths and to suggest improvements 
Why is BCBSF conducting an organization survey? There are basically four reasons. First, we want employees to help us understand, from their perspective, what the company's strengths and weaknesses are. At all levels, we expect that there will be issues, both positive and negative, identified through the survey process that we wouldn't know about otherwise. Second, as we formally identify these issues, we can discuss them more productively and openly throughout the organization to learn from what we're doing well, and take advantage of opportunities for improvement. As we work together to bring about positive change, we'll benefit from the increased communication and cooperation necessary for the company's continued success. Third, we want to establish a 
FROM THE TOP 
that will help BCBSF and its people succeed in the future . A work group of BCBSF employ, ees representing all areas of the company, including Private Business Operations, Government Programs, Health Care Services, the Regions, Marketing, Finance and Human Resources is helping with the design, communication and implemen, tation of the survey . Andy DePirro, director of Organi­zation Development and Training,is the project leader for the organization survey and improvement process. We asked him to explain what employees could expect in the coming months . 
benchmark so we can measure our progress and check back from time to time to see how we're doing. We will be conducting regular surveys in the future, so we need to have a clear idea of where we stand now. Fourth, as part of the improve, ment process, we'll strengthen proven management principles that emphasize leadership, coaching, problem,solving and decision, making, communication and goal­and objective setting. Speaking of surveys - there have been so many lately, asking questions about everything from ARA Dining Service to Zenger­Miller. How will this one be different? The organization survey is designed to be very comprehensive. We will ask employees how they feel about their job, working conditions and working relationships, including 
� 
� � 
� 
� 
Andy DePirro is project leader fc 
organization. survey and improvement pro 
reporting relationships. We will a� them how they feel about compen tion, career development opportw ties and training available to them We'll also ask what the compar can do to enhance communicati01 productivity and morale. We want see how employees feel about BCI as a place to work and as a place where they spend a significant portion of their time and energy. It sounds like an ambitious project. How long will it take to administer and how long will it b before we know the results? We expect to begin surveying employees in the middle of J anuari 1992 . It should take about two wee to complete the process . The questionnaire itself will tak about ninety minutes to complete A representative from Human Resources will be available to ansv. 
continued on page 
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continued from page 3 
specific questions employees may have about the survey. Once the surveys have been completed, they will be sent to an outside firm to ensure that the results can be compiled in absolute confi­dentiality. We'll also be able to see how BCBSF results compare to other similar industries. We expect the company-wide, top-line results will be available within about eight weeks after all the surveys have been completed, and that more specific information about individual work units will be available a little later. Our goal is to share the survey results with employees as quickly as possible. How will the results be distrib­uted? To maintain confidentiality, every 
work unit with ten or more employ­ees will receive a copy of the results for their own unit. Managers will meet with employ­ees to discuss the results, understand the strengths, and begin working on solutions to any problems that are identified. Representatives from the Human Resources or the area's management team also will be available to meet with work units if necessary. Is there anything else employees should know about the survey? Just that their participation is vital. We are looking forward to the survey because we recognize that there have been many changes in our business and in our employee population in recent years . We expect that employees have tremendous insights to share with the company, and we're anxious to find out - through a formal process - what their opinions and suggestions are. ■ 
c,. ,__  ________________________________ .J 
Organization survey wcn·k group members are: standing L-R: Smith Coffey, Regions ; Dennis 
Smith, Finance; Jack Conway, Program Management, Medical Affairs and FCL ; Terry 
Waters , organization survey team leader. Seated L-R: Andy DePirro, organization survey 
project leader; Laura Osburnsen , PBO; Harold Barnett, Public Relations. Not available for 
the photo were organization survey team members Priscilla Davis , Government Programs 
Operations , and Juanita Simmons , Hum.an Resources . 
� 
CHRISTMAS DREAMS COME TRUE 
December 13, 
7 :30 p.m. 
December 14, 
2 p.m. & 7 :30 p.m. 
Civic Auditorium 
Little Theatre 
Price of admission 
is one toy per ticket. 
Help make a child 's 
Christmas dreams 
come true! 
' � 
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Do you 
□ Stay alert and tuned in to your surroundings? 
□ Communicate the message that you're calm, confident, and know where 
you're going? 
□ Stick to well-lighted, busy streets? 
□ Walk with a companion, whenever possible? 
□ Keep your car locked and check the back seat and floor before getting in? 
□ Avoid flashing large amounts of cash or valuables? 
□ Have your car or house key in hand as you approach your vehicle or home? 
If you see any suspicious activity or a crime being committed, report it to the 
police. 
A message from 
the National Crime Prevention Council 
in partnership with ADT. 
Provided by: 
Blue Cross and Blue Shield 
of Florida's Safety and 
Security Department 
